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The Customer Care Index \_—

Overview verizon

= In order to compete in today’s markets,
Verizon must focus on the basic
requirements customers demand from a
telecom provider:

= Do it right the first time
= Honor commitments

+ Correct problems quickly
+ Keep customers informed

+ Provide connections to the right person at Verizon
who can help the customer



Verizon’s Customer Satisfaction Surveys \_—
CClIs: The Voice of Our Customers verizon

e CCI stands for Customer Care Index. It is a measurement of
customer satisfaction levels associated with the various products and
services offered by Verizon

e The CCI is the source for measuring customer perception of our
processes. Customer perceptions are obtained through surveys.

e The results of the surveys are reported twice a month. They provide
us with:

» An indicator of the level of service provided to customers
» An indicator of the quality of products provided to customers
e The areas where workgroups excelled

e The areas of the business that need improvement



Customer Care Index g
What is CCI?

e Process managed by an independent organization within
Verizon (Customer Measurement Services)

» Determine methodology and establish standards

e Manage sample selection

e Monitor vendor activities for quality and compliance to standards

o Compute, publish and track results

e Establish annual performance objectives linked to management
compensation

e CCI results represent the percentage of customers who
rate overall performance as "Outstanding” ,"Very Good”
or "Satisfactory”

« Customers are offered five rating choices
e Qutstanding

e Very Good Identified as the "Top 3 of 5
e Satisfactory
* Not So Good Indicators of a need for
e Poor improvement
h 4



Customer Measurement Services \_—
Our Primary Goals verizon

e To be "the Voice of the Customer” for all LOBs
throughout the Verizon footprint

o To align people and processes around customer
priorities

o To be a catalyst for driving continuous

improvement enabling outstanding service
delivery

o To set customer objectives for the business,
based on benchmarking, and tied to
compensation
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Customer Care Index

/\

What do we measure? verizon
Segment Survey Type Process Frequency
Consumer Transaction Provisioning Daily Sample /

Repair Monthly Results
Request & Inquiry
Receivables Mgmt
Business Solutions Transaction Provisioning Daily Sample /
Repair Monthly Results
Request & Inquiry
Receivables Mgmt
LiveSource Transaction Directory Assistance Daily Sample /
Monthly Results
Broadband
DSL Transaction Provisioning Daily .mmaMh\m /
FiOS Repair Monthly Results
Request & Inquiry
Enterprise
LB1, 2, &3 Relationship Account Management Annual
ISP Service
Reliability
Price
Billing Format/Inquiry
Wholesale
Relationship Account Management Annual
Service
Reliability
Price
Billing Format/Inquiry



Customer Care Index

How is CCI measured?

e CCI results are measured utilizing the following
process

Customer
Contact

Operations - Sample Sources

Billing / Inquiry - ICRIS/BOSS/
BAC/COFFE/BVT

Collections - ECHOS/TRIAD/
COFFE/BVT

CCI
Sample
Allocation CCI / Vendor
Process Sample Process

DA Operator - AMA Tapes;
Toll Study File; NPS

Repair Bureau - LMOS/MTAS/
NAMS/TAS/COPS

verizon
CRC INTEGRIS
Interview Results Reporting
Process Process
integris
S <
TN

Service Orders - SOACS; NOCV;
SOP/DOW/SPITS; UNISON-SOP




Customer Care Index e

How is CCI sample gathered? verizon
Customer Operations - Sample Sources
Contact
Billing / Inquiry - ICRIS/BOSS/ CClI
BAC/COFFE/BVT Sample CRC INTEGRIS
Allocation  CCI / Vendor Interview  Results Reporting
Collections - ECHOS/TRIAD/ Process  Sample Process  Process Process
COFFE/BVT

DA Operator - AMA Tapes; N D

Toll Study File; NPS e

(R

Repair Bureau - LMOS/MTAS/

NAMS/TAS/COPS
Service Orders - SOACS; NOCV; -

SOP/DOW/SPITS; UNISON-SOP

e CMS receives a random sample of customer accounts who had a
recent transaction within Verizon generated daily

o Transactions include provisioning, repair, request & inquiry, collections,
& directory assistance

e Random list of customer accounts selected based on eligibility
requirements and duplication control

» Sample files are processed and sent to vendor daily




Customer Care Index X

How is CCI sample allocated? verizon
Customer Operations - Sample Sources
Contact Billing / Inquiry - ICRIS/BOSS/ CCI
illing / Inquiry -
BAC/COFFE/BVT Sample CRC INTEGRIS
Allocation  CCI / Vendor Interview  Results Reporting
Collections - ECHOS/TRIAD/ Process Sample Process Process Process
COFFE/BVT _ -
integris
DA Operator - AMA Tapes; 2 P
il Toll Study File; NPS S <
Repair Bureau - LMOS/MTAS/

NAMS/TAS/COPS
Service Orders - SOACS; NOCV; t

SOP/DOW/SPITS; UNISON-SOP

o After receiving the initial sample files, vendor processes the sample
into their systems

e Vendor allocates sample for each survey by:

Performing duplication checks within and across each of the sample lists
Randomly select customers to be interviewed

Distributing the sample to interviewing staff across month to ensure accurate
representation of performance




Customer Care Index

How are CCI interviews conducted?

Customer
Contact

Operations - Sample Sources

Billing / Inquiry - ICRIS/BOSS/
BAC/COFFE/BVT

Collections - ECHOS/TRIAD/
COFFE/BVT

/\

DA Operator - AMA Tapes;
Toll Study File; NPS

CCI
Sample
Allocation CCI / Vendor
Process Sample Process

(s

Repair Bureau - LMOS/MTAS/
NAMS/TAS/COPS

Service Orders - SOACS; NOCV;
SOP/DOW/SPITS; UNISON-SOP

verizon
Qpﬂ INTEGRIS
Interview Results Reporting
Process Process
integris

o~

£

e Vendor located at Customer Research Center (CRC) conducts
customer interviews

Conducts interviews with customers for each of the surveys on a daily

basis

Manages the completion of interviews in terms of achieving quotas and
monitoring the quality of interviewing, data entry, transcribing and

coding

Compiles results and transmits data to CMS to load into INTEGRIS

10




Customer Care Index g

How are CCI results reported? verizon
Customer Operations - Sample Sources
Contact Billing / Inquiry - ICRIS/BOSS/ CClI
ning nquiry -
BAC/COFFE/BVT Sample CRC INTEGRIS
Allocation  CCI / Vendor Interview  Results Reporting
Collections - ECHOS/TRIAD/ Process Sample Process Process Process

COFFE/BVT

integris
DA Operator - AMA Tapes; A A A
Toll Study File; NPS & S A

Y

Repair Bureau - LMOS/MTAS/
NAMS/TAS/COPS

Service Orders - SOACS; NOCV;
SOP/DOW/SPITS; UNISON-SOP

o Results from CCI interviews are sent to CMS - INTEGRIS for
reporting

o INTEGRIS is the official reporting system of CCI results

» Data is loaded and weighted according to organizational structure
across each of the surveys

e Verbatim comments and codes from each survey are also entered into
the system

* Reports are made available for each group to monitor their

cMs performance and analyze customer requirements 11




Customer Measurement Services
Measurement Development Process

sl
verigon

l. Planning

» Define purpose and uses of
measurements

e Identify customer segments / service
flows

» Gather information needed to develop
customer feedback and response plan

« Schedules, Deliverables, Accountabilities

Il. Catalogue Customer
Requirements

lll. Draft Questionnaire

e

e Conduct focus groups of front-
line employees

e Conduct focus groups /
interviews of customers

» Gather Qualitative information

» Design questionnaire and draft
questions

¢ Review with organization
leaders

e Pretest with providers /
customers

= Conduct test / validate survey |

i

IV. Develop Sampling Plan

» Draft sampling plan

e Finalize necessary elements to
obtain and utilize sample
(automated / manual,
frequency, information available,
etc.)

V. Select Sample

VI. Collect Data

¢ Define criteria to select
customers to respond to survey

o Determine type of sample to
gather (sample / census,
random, stratified / unstratified,
etc.)

e Survey is administrated and
data is collected

e Details concerning coding,
production, administration, and
communication are addressed

1|

.

VII. Data Processing

VIIL. Interpreting the Data

IX. Feeding Back the Results

e Data collected would be
processed, quality controlled,
and formatted into a usable
form

e Basic reports created are
Company-Wide, Departmental,
etc.

 Analyze results, identify “key
drivers”, strengths / weaknesses
trends, etc.

e Study results at organizational
and departmental level

» Key findings and priorities for
action will be communicated to
senior leaders

e Action plans are constructed,
developed and communicated

cMs

12
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Provisioning & Repair R ™

Hierarchies and Monthly Quota verizon

=Weighted Result]

_ 405
District 1 _ _ 100
‘Manager 11 25
‘Manager 12 25
Manager 13 25
‘Manager 14 25
District 2 105
Manager 21 35
‘Manager 22 35
‘Manager 23 35
District 3 100
Manager 31 25
Manager 32 25
Manager 33 25
‘Manager 34 25
District 4 100
‘Manager 41 20
‘Manager 42 20
‘Manager 43 20
‘Manager 44 _ 20
Manager 45 20
cMs -



Sampling Error i s

Region 1 — Consumer Repair verizon
Sampling Chart
Region 1
: Monthly Sample Quarterly Sample Annual Sample
Entity Sample  Error Sample Error Sample  Error
District 1 100 7.0% 300 4.5% 1200 2.3%
District 2 105 6.8% 5 4.4% 1260 2.2%
District 3 100 7.0% 300 4.5% 1200 2.3%
District 4 100 7.0% 300 4.5% 1200 2.3%
Region 1 405 3.5% 1218 2.2% 4860 1.1%

Sampling error is a function of the sample size and the sample result. The closer the
result is to 100%, the smaller the sampling error. The larger your sample size, the
smaller the sampling error, but the increase in precision can become very costly.



Customer Research Center

» Located at Clifton Park, NY

» Owned by Verizon / managed
by market research firm
(Market Insights)

o Interviewing

120 interviewing stations + 12 LB 2
&3

220 part time interviewers

Bilingual interviewing (Spanish,
Mandarin / Cantonese)

Dedicated LB 2 & LB 3 interviewing
team

e 8fulltimelB2/LB3
interviewers

Nationwide Calling & Hours

Corporate Network

\_—

verizon

Management Supervision
e 10:1 Interviewer / Supervisor ratio

e 13 Market Insights management
employees

» Site Director

» Human Resources
* Project Managers
e Training

e Transcription

* Data Processing

e 2 On-site Verizon employees
e Quality Assurance
* Project Management

Monthly quality score linked to
vendor compensation

15



Customer Measurements kot
INTEGRIS - Overview verizon
e Functionality * Reporting

» Integrated Results Dynamic” Matrix

Information System * Generates results from each
(INTEGRIS) application uses transaction and relationship
client/server technology to survey

retrieve and display Verizon
survey results

Verbatim / Verbatim by
Respondent

¢ Tracks measurement results o Generates transcribed customer

from the lowest data .
collection level to the %igr/zgfgs recorded during an

company level

. Extract
 Client/GUI front end was _ ’
developed using PowerBuilder » Generates a comma delimited
software flat file of each interview’s
responses
* Server side consists of a :
SYBASE relational database * Hierarchy

e Generates a structured outline
of the organization as captured
by the survey

» Automatic deployment process

e Installation via CD-ROM or Zip

cMis files 16
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INTEGRIS - Screen Shots:
Matrix Standard Report verizon

Standard Report for Top3 Responses VERIZON Run Date: 03/23/2006 13:14
(%aDutstanding, Yery Good, Satisfactory) INTEGEIS
MATRIX REFOET
038/2005 0372005 10/2005 11/2005 1242005 01/2006 02/2006 03,2006 TOTAL

A20 Genetal Business Provisioning (Theu Date - 03/16/2008, Interim - 1)

VERIZOH Level 1 YERIZON
Surwey Dwerall

5.1 OVERALL PERFORMANCE W [ 291 |[ 877 |[ 872 |[ 874 |[ 5658 |[ a4 [[ 281 |[ 894 | {880 ]
Handling Requeast

32.2 PRMPT ANSWER YOUR CALL e [ s01 J[es5 [[ 900 | s95 |[ 280 |[ 892 [ @02 [ o0z ] 895
@2.3 EASE OF REACHING REPRESENTATIVE s s46 |[ 8368 |[ 847 ][ 839 |[ 822 |[ 831 | 836 |[ 824 835
Q2.4 LEVEL OF ATTENTION SHOWN (N 953 |[ 942 |[ 948 ][ 942 ][ 240 || 944 [ 947 |[ 242 345
@2.5 KNOWLEDGE OF PRODUCTS/SERVICES W 954 |[ 243 |[ 942 [ 944 |[e41 |[ 949 |[ 933 |[s45 245
Q2.6 SUGGESTING SWCS/OPTIONS TO MEET NEE 2% [ 946 ][ 936 |[ 944 | 048 |[ 941 |[ 946 | 942 |[ 934 | 94.2
Technician

G3.4 Promptness of Arival L) 891.2 80.5 91.3 92.3 a1.4 913
Q3.6 Sensitive to Business Needs W% 961 |[ 954 |[ 957 | 954 |[ 955 || 958 |[ 984 |[ 987 959
@3.7.1 RATE TECH EXPLANATION OF WORK(ef 01X W% [ 984 ][ 985 ][ 988 | 930 |[ 983 |[ 986 | 982 || 985 | [9a5 ]
Completing the Work

Q4.0 APPOINTMENT THAT MET NEEDS (Eff 112) W% 851 |[ 546 |[ 850 |[ 865 ][ 844 |[ 884 |[ 902 [[ 902 86.3
(4.0.1 COMMITMENT THAT MET NEEDS (Eff 1/02) 0% 910 |[ 905 ][ 891 [[e02z |[ass ][ 901 || o0& |[ 908 203
Q4.1 COMPLETED BY DATE PROMISED Wb 834 |[ 874 |[ 578 [ 882 |[ 867 |[ 200 |[ 80z |[ana 854
@4.2.1 INFORMED on STATUS of REQUEST W% 815 |[ 219 |[ 818 [ 822 |[ 819 |[ 848 [[ 855 ][ s54 834
24.3 WORK DONE CORRECTLY 1st TIME Wi 847 [ 227 |[ 2238 |[ 836 |[ 522 ][ 826 || sa7 |[ 842 838
@4.5 PROVIDING CLEAR INSTRUCTIONS s [902 ][ 890 |[ 203 | 900 ][ s9z |[ 904 |[ 207 | =95 | [e00 ]




e e S S Ry
INTEGRIS - Screen Shots: k™

Matrix Dynamic Report verizon

VERIZON Run Date: 03/30/2006 09:23
INTEGRIS
MATRIX KEFOET
039/200610/2005 1142005 1242005 01/2006 02/2008 TOTAL
A20 General Business Provisionitiy (Thru Date - 02/02/2008, Interim - F
YVERIZON
Level 3 Capital @5.1 OWVERALL PERFORMANCE
Top Thiee 9% 250 || 885 | 291 272 |l o25 || 91.3 83.0
Counts 328 3496 355 341 389 381 2,140
Base 383 386 397 386 420 419 2,391
WECanf Limit 253 || 318 |[ 306 || 333 |j 2562 || 270 1.26
Level 3 Island Metro Q5.1 OVERALL PERFORMANCE
Top Three W ang | 803 [ 912 || 897 |f 917 | 911 90.8
Counts 334 || 314 || 3249 333 339 337 1,891
Base 367 347 366 369 370 370 2,180
WCont Limit 294 | 3141 [ 280 || 340 | 232 || 294 121
Level 3 Liberhy 35.1 OVERALL PERFORMANCE
Top Three Wit 201 || 867 || 266 || 832 || 910 || 900 £3.8
Counts 360 332 340 335 366 367 2,100
Base 399 376 394 379 400 400 2,348
WCanf Limit 206 || 343 || 336 || 325 || 280 || 282 1.28
Level 3 New England ©@5.1 OVERALL PERFORMANCE
Top Thiee 0% 912 || 93.4 | 941 916 || 93.0 || 940 93.0
Counts 451 a6e || 472 458 463 471 2794
Base 500 500 500 500 499 500 2,999
WCanf Limit 241 || 218 || 207 || 243 || 225 || 208 092
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INTEGRIS - Screen Shots:

Verbatim Full Report verizon

Verizon - INTEGRIS Verizon - INTEGRIS
A30 Consumer Provisioning A30 Consumer Provisioning
VERIZON Report VERIZON Report
Verbatim Verbatim
. T 7 . 3
PERIOD: MAR 2006 Level 6: NewHempshire/L6 PERIOD: MiR 2006 Level 6: NewHampshire/Lo
AS OF: 0343072006 AS OF: 03,/30/2006
THE FOLLOWIWG CRITERIA WERE U3ED FOR SELECTING THE VEREATIMS: 03.3.2 Tach arrive on wchedule(Not Prewent)1/06 -
Q3.2.c Tach arziwe on schedule(Present)l 06 ---
OVERALL PERTURMANCE Outsranding Q2.7 DID TECH EXPLAIF WORK DORE(E£f. 1/00) ---
||||||||||||||||| T T T T T T T T T T T T T T T T T T e T T e e Q3_7.1 RATE TECH EXRLAWATINY oOF WOPK (L£f_1/00) -
INTERVIEW PERIOD 0602 Q3.3 Tech clean-up work material [add 1/06) ---
TELERMONT NUMBER:  -iesmmmmwe INSTALLAT 10N MGR: B0 States Complating vhe Hork
RESPONDENT NUMEBER Q0442 ENTITY: Weuwlampshire/LS Q4.0 AFPOINTMENT THAT MET NLEDT (Ef££ 1/02) —
“Mwmhu.ﬂ_“wo--wﬂm. u nm:”nﬁnau”anmwnhhu o Q4.0.1 COMMITMEST THAT MET BEED3 (Eff 1/02) Butswanding
€ ORDER ; o_a\SSm OTFICE: - Q4.1  COMPLETED EY¥ DATE PROMISED Dutzcanding
memmmeummnwﬁn. v MEMJNH” Q4.2.1 INEORMED on STATUS of FEQUEST -—-
703 — 04.3  WORK DOFE COPRECTLY lst TIME Dutstanding
ACTUAL DUL DATL: 08/ 03/ 02 APPLICATION DATE: 06/ 02/ 02 4.5 PROVIDING B, INSTR o -
it i i Q4. ROy CLEAR INSTRUCT 1043 . ourstanding
sl . LABOUALE.  THGLITN _ 010 Given Commis for Rasw Comply (Add 1/05) Yen
BUNDL ING: IBDICATORS: LD-yaz DSL-no CID-yes M3-no Survey Overall .
i, - 05.1  OVERALL PERFORMIANCE Outstanding
R S I R L e Cloring
TVP Verh: 133UE Codes: CONTENT Codes: 0§.2.2 Follow up Lall (Presens) o
Pos 5.10 02-Commanication/ Informar ion U4-Lase of Getving Ansmes/ Info/Fhore Num 95.2.2 Follom-up Call (Wow Present) ves
Pos 5.10 04-3azvice Timeliness 05-Fix/Insel o/ in Time Frams (Svc Ready D) 05-16 Likely to Swicch Lecal Telephons Company  Unlikely wo switch
CUSTOMER CARE MESIAGE QUE3 FER. QUES TEXT
Mvold Customer irritacien! D0 MOT CALL THIN CUSTOMER BACK. @ T T T T T T T T ST mm s
Customess who want follow—up consacws acre cared for vhrough & separate process. §.10  THEY DID EXACTLY...THEY ANSUCRED TME QUESTIONS I WANTED
ANSWERCD, AWD THLY DID EVIRVTHING 1N THE TIME THAT .. THCY
OUERALL PERTORMANCE . Dutsranding 3AID IT WaS GoNNA BE DONE, ACTUALLY IT UAS DONE BOONLR, AND

1 HAD N0 PROBLEM.
Introduction/ Screening
Ql.1 PERSON WM0 REQUESTED SERUICE Yesx
01.1.1 Placed cequest for werwice by (eff £/02) Calling the Werison Business Dffice
Q1.2 HOW SERVICE WAS PLACED (PHONEMART) ---
Handl ing Pequesw

Q2.2  PROMPTLY ANSWCRING YOUR CALL Outstanding
§2.3 CONVENICNT HOURS TO CALL Jutstanding
N2.4 LASL OF PEACHING REPRESENTAT IVE (utstanding
Q2.5 BEING ATTENTIVE TO YOUR NEED3 Juvstanding
Q2.6 KNOWLEDGE OF PRODUCTS/ SERVICES Dutstanding
ge.t BUGGEST ING 3U7C3/0PTIONS TO MEET NELDS OQurstanding
Qz.8 HANDL ING CALL EFFICIENTLY Dutstanding
Q2.10 Couzrtesy of the Repressnvavtive Dutstanding
Q2.11 Tebsite providing needed infol{eff 8/03) —
Q2.12 Ease of placing order thru web(eff 5/03) ==
Q2.1% Time tock o place web order (eff 8/02) -
Q2.14 Rep review order/comfirm reguest(l/08) Yes
Trchnician

Q2.1 TECHNICIAN WISIT ¥o
Q3.2 Present lhen Technician Came ==
Q2.2.0 UZ Contact in advance(Not Present)l/06 gt
Q2.3.1 UZ Convact in advance (Ptesent) =
N3.2.2 Tech Confirm Uk Before Begin [&dd 1/08) by

Page 1 of 18




verizon

Determining What’s Important to the Customer

Driver Analysis - Transactional Surveys Examples



Customer Measurements \_—
Customer Measurement Framework verizon
Aligned

Measures
HILEI Mg

Customer Surveys Business
Performance

Transaction Surveys Relationship Surveys
Key Drivers

\

Provisioning

Repair

.

& Requests

Inquiries

Credit/
Collections

/

Performance

Enablers

A
r N

cMis Employee Surveys 21




Customer Measurements \_—
Customer Care Index - Top Customer Requirements verizon

» Provisioning:
» Perform work correctly the first time
* Keep commitments, complete work on time

» Keep Customers informed before, during, and after the work is
completed

° Repair:
* Fix problems quickly
e Perform work correctly the first time

o Keep Customers informed before, during, and after the work is
completed



Customer Measurements \_—
Customer Care Index - Top Customer Requirements verizon

o Inquiry / Collections:
e One Call Resolution, minimize hold time and transfers
» Responsiveness, flexibility, concern and alternatives

» Being Accessible: Prompt responses and easily reaching
representatives

» Directory Assistance:
e Right number, first time

» Quick response, Minimize restatement of requests by customers



Consumer Repair \_—

January - December 2005 CCI Performance — Area 2 verizon

N Top 3 m Bottom 2

q5_1 OVERALL PERFORMANCE 81% 19%
4_4 Correcting te problem the frstime
q4_3 Carreciing he problem when promised
q4_2 Speed in orrecting te problem
a4_1 Keeping you informed
34_0_1 Convenience of Appt
q3_7_1 Explanation of work thatwas done 98% 29
3.5 Aoty of e Tech
a0 Prompiness of Techs arra
433 Canvenience ofarvai time fortech
q2_10 Explanation ofsteps o be taken
2.6 Helpfulness of Rep
q2_5 Ease of using automated system”
g2_3 Ease of reaching automated system* 83% 17%
q2_2 1 Ease of reaching Rep to report problem 80% 20%

q5_16 Likelihood of Switching 82% 12%

Unlikely, Very Unlikely Likely, Very Likely

Results are not weighted

5



e il o e S e h i e e S S G il i i
Consumer Provisioning e e

Key Driver Analysis - Logistic Regression Model verizon
Yes, Tech Visited (N=35%)

Percentage Point Improvement in Overall Performance % Top 2 of 5 Rating
If 100% of Satisfactory and Bottom 2 Ratings Moved to % Top 2 of 5 on Attributes

%Top2/5 Overall Performance Rating (82%)

79 6.3
6.0 -
5.0 -
4.0 -
3.0 -
2.0

1.0 -

Percentage Point Improvement on
%Top2/5 Overall Performance

0.0

Promising service
on date that meets

Keeping you
informed about
service your needs

Doing the work by |Work done correctly Promptness in
the date promised the first time answering call

B Southwest Texas PPI 6.3 4.4 3.8 3.0 23
% Top 2 7% 81% 76% 79% 80%

PPl increase required for 1 point increase in Overall 3.7 43 6.4 71 8.8
Performance

cMs 25
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Consumer Repair \_—
Customer Contact(s) — EOY 2005—- Region 1 verizon
Impact of Customer Contact(s) on Overall Performance

+24.0

%Top 3/5 on Overal

One Two Three All Four |
2.8 12.4 26.6 36.2 21.9

Percent Incidence

A direct relationship exists between the number of interactions customers have
cMis with Verizon employees and Overall Performance ratings 26




General Business Repair e
Verbatim Analysis - Issues Affecting Overall Performance verizon
Top Three Negative Verbatim Comments - Top Three Positive Verbatim Comments -
Satisfactory/Not So Good/Poor Outstanding/Very Good

Not informed of problem Liked appointment time/time frame

Examples: Tech got here the same day I called,
they were here within two hours of when we
called, it was done before the start of business
as we needed

Examples: Couldn’t inform customers as to
when the actual repair would take place, the
problem persisted for days and the customer
wasn’t informed of the status of the repair after

the initial dispatch, inadequate follow-up
Problem was corrected

Examples: The tech arrived as scheduled and
found the problem right away, we were up and

) ) running right away, they fix the problem the
Examples: Unresponsive to urgency of business first B

related repair issues, slow repairs interfere with
business, could not get an appointment until the
following day

Didn’t like appointment time/time frame

Rep/Tech was courteous/good attitude
Examples: The repairman was very
understanding, they were very polite when they
showed up, repairman was courteous,
repairman explained everything to me as he

Examples: Problems with service order, problem completed the work, tech was friendly

not fixed properly, problems persisted on other

lines, tech left without address all of the

problems, features not set up properly

cMs 27

Service not performed correctly



verizon

Measure Alignment Connecting

Business Processes to the Customer

Internals Externals




Aligned Internal Measures \—
Analysis support verizon

Aligned Measures are internal measures that are
associated with customer requirements.

Process
Outcome
Metrics

Process/
Customer

Loyalty

Metrics

Improvement in the Right Sub Processes, Will Lead To
Improvement in Critical Process Outcome Results . . . Which
Will Lead to Increased Customer Loyalty

cMs 20
P il i ot e h el e vt e el S A e . B R e Rt |



Examples of Aligned Measures \w{&n
Customer Aligned
Process Requirements Measure
Billing Timely Posting # Days To Post
Customer Service Knowledgeable Rep % Certified
Installation Install On Time % Met Appointments
Repair Right The First Time % 30 Day Repeats
cMs 30



Impact of Cross Functional Teamwork g

Accountability Throughout Process Ensures Success

Business Office

Provisioning — (BSC) Assignment
(MLAC)
Process

Repair
Dispatc Installation (if needed)
(MCT)

Handle Call
Quickly and

Customer
Requirements

Efficiently

Customer
Aligned
Measures

Note: The two most impactful measures are
influenced by every sub-process




Customer Measurement Services \_—
Analysis Support verizon

- - Customer Measurement Services e
» Key Driver Analysis Rata Analysis—Hey Drivers —

Percentage Point Improvement in Overall % Top 2 Rating
If 100% of Satisfactory and Bottom 2 Ratings Moved to % Top 2 on Attributes

» Identify key customer requirements with : e
quantitative and qualitative research
tools

mprremn

Percentage Point |

e Company and Region Level Analysis

Qi) Dedag warh G4 Dolmg merk by QA Prowiding Q28 HandSsgysur Q24 Bava =t Q13 Prumptsass is Q110 Courtesy of
enrructly esttime  dete primined  Clar instrustions el efcimntly rasehing smawmring cals  rworesestathe

So, positive changes in perceptions on doing work correctly the first
time, when promised and providing clear instructions will lead to the
largest increase In overall performance ratings

o Identify key process measures that are | oMe A
associated with customer requirements

Aligned Internal Measures

. : Customer Measurement Services \‘m/m
e Track results utilizing aligned scorecards YVigned Inteme! Measures: Scorecand

Business Solutions Repair Aligned Scorecard

e Communication - e -

Verizon - Bus Solutions Repair 2000 | Jan Feb  Mar  Apr | 2001

SPEED IN CORRECTING PROBLEM 68.0 | 70.38 70.24 705 70.52|70.41
% Trbls Cird wil 6 Hrs

» Action Planning / Recovery

KEEPING INFORM ED OF PROGRESS 619 |65.19 6488 654 6455 65

- %M & P Dispatch Compliance| 22.5 | 23.03 2266 2243 23.78)22.97
Strategies e

CORRECTING PROBLEM WHEN PROMISED 73.3 | 75.37 76.57 75.31 75.86¢|75.78
%M issed Appts DO
OVERALL PERFORMANCE 69.6 | 72.81 73.88 7262 71.9 |72.81

o Hypothesis Testing

o Special Analysis | cate -
cMis 32
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Customer Measurement Services e

Aligned Measures Scorecard — Consumer Repair verizon

YTD YTD
VERIZON - Consumer Repair Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec |2005| Jan Feb | 2006
KEEPING INFORMED OF PROGRESS 565 590 577 592 586 544 583 585 523 573 570 | 569 | 541 572 | 556

Customer Contact| 173 188 186 184 181 172 180 184 179 187 190 181 | 189 184 | 192
Tech Confirmed Work| 769 795 781 794 795 786 815 794 780 786 751 | 785 | 752 785 | 768

SPEED IN CORRECTING PROBLEM 592 610 612 609 590 553 589 603 539 599 591 | 588 | 557 593 | 57.5
% Trbls Cird <24 Hrs| 544 586 563 589 550 450 528 546 424 523 532|519 | 486 555 516

FIXING PROBLEM CORRECTLY THE 1st TIME 613 635 645 636 634 621 631 646 612 631 619 ] 627 | 504 610 | 60.2
% 30 Day Repeats| 205 193 195 187 190 200 212 198 196 219 204 | 199 | 200 199 | 200

CORRECTING PROBLEM WHEN PROMISED 655 677 674 685 656 628 675 677 633 669 661 66.0 | 629 652 | 641
Missed Appointments| 152 136 156 140 162 207 170 166 208 182 174 | 173 | 178 151 | 166

EXPLAINING STEPS TO CORRECT PROBLEM 706 706 708 722 704 682 716 694 672 721 693 | 702 | 665 685 | 675
OVERALL PERFORMANCE 596 608 602 615 596 559 603 597 528 602 581 | 586 | 53.0 58.7 | 55.9
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Web Presence verizon

http://eweb.verizon.com/telecom/custa/cms/

e Customer Measurement i N e W TR €] ot o
Services’ website is a valuable
source of information on
customer satisfaction within
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Verizon st
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Facks & Flpres | other infarmation
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